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1. Executive Summary 

 

1.1 The position on interference remains lower than expected with 1718 confirmed cases 

as of the end of April, excluding the 35 cases during the pilots.  

1.2 There were minor failures in the current trial KPI regime.  For KPIA, there was a 99% 

pass against the target of 100% service restoration within 10 working days where a 

household is a primary DTT user.  This was due to two breaches; one case took 12 

working days from the initial call to final resolution and the other 13 working days.  

Both cases highlighted modest internal operational issues  

1.3 In sub KPIs A8 and A9, which relate to issuing filters reactively within 4 working days 

(94% target) and 5 working days (99%) respectively, there were pass rates of 89.6% 

and 89.7%.  These failures were due to problems in the automated request 

procedures to dispatch filters.  The remaining sub-KPIs were passed.   

1.4 at800 have implemented measures to address the operational issues in all these 

cases.  There is no requirement for the Board to recommend Operational Conditions 

at this stage, which would be disproportionate in the circumstances.  

1.5  A decision on appropriate breach parameters within the trial KPI and Operational 

Condition regime will be made in the June meeting along with consideration on 

extending the current trial period beyond 31 July. 



 

 

1.6 The Board unanimously agreed to permit at800 to adopt a new computer model to 

predict DTT interference from the activation of 4G masts operating in the 800MHz 

spectrum, replacing the current model with immediate effect. 

 
2. at800 update  

  

Roll-out 

2.1  As of the end of April, there were 1718 confirmed cases of 4G interference at 

800MHz, excluding the 35 cases found within the pilots.  There have been 6325 

installer appointments in total, of which 611 visits to unique addresses took place in 

April.  

 Mast Analysis 

2.2 The cumulative number of confirmed cases per mast increased slightly from 0.69 in 

March to 0.73 in April, reflecting the slowdown in the number of cases of 

interference per mast.  

2.3 As the pace of mast activations increases, the rolling average of confirmed cases per 

activated mast across a 3-month period decreased from 2.66 in March to 1.88 in 

April.  at800 reported that as of 20 May, the average was 1.7 which indicates that, as 

per initial expectations, the trend is heading downwards.  The number of cumulative 

cases reported within 28 days of mast activation for distances of 900m and 1.5km, 

were 0.16 and 0.21 respectively and the monthly cases were 0.25 for both. 

 Audit Summary 

2.4 Due to the focus to complete 4G Insight research (see para. 2.14), a reduced number 

of audits (67) took place in April.  From the 715 audits that have been completed in 

total, 124 overturned the original installer diagnosis of which 104 were at locations 

diagnosed as having 4G interference and 20 at locations diagnosed as non-4G 

interference.  

2.5 at800 report that, as expected, the overturn rate since the operational changes in 

February has improved with only 30% of cases originally diagnosed as having 4G and 

0% of cases where the interference was diagnosed as non-4G overturned.    This 

demonstrates the effectiveness of the reduced pool of regional contractors with 

focussed training and regular feedback from the assigned dedicator auditor.   

  



 

Mailing and contact centre 

2.6 As overall call volumes to the contact centre continue to decrease, staff resourcing 

has been scaled again with a further reduction to 14 FTE (from 17 FTE).   

2.7 Through ongoing analysis of monthly call volumes, resources are being re-directed to 

handle peaks, particularly after mailing exercises.  For example, resource planning 

has been undertaken to meet the expected spike in calls in the immediate period 

following the mail drop of 320,204 postcards on 2 June.   

2.8 at800 will continue to monitor call volumes and call types, sharing information with 

Digital UK on types of non-4G related interference calls that they receive. 

 Communications Strategy 

2.9 at800 have developed a toolkit of various communication activities that can be used 

in isolation or in various combinations to increase awareness of at800’s role and the 

mitigation service available in areas where a cluster of cases is identified.  

2.10 The need for this reinforcement of the overarching communications strategy arose 

when a cluster of cases occurred in Edinburgh and it transpired that despite the 

routine awareness campaign, some households in a specific postcode sector were 

still unaware of the issue and the assistance available from at800.   

2.11 Following a mixture of contact to at800 involving calls to the contact centre and 

enquiries from the local MP seeking compensation for costs incurred by constituents 

who hired private installers to resolve television interference issues, at800 developed 

a low cost set of effective tried and tested actions, which include bespoke mailing, 

writing to the local MP and Residents Association and engaging with local radio and 

print media, that can be used should the need arise in the future. 

2.12 As an addition to this toolkit, the Board recommended that if it became aware of 

private installers acting independently of at800, they should contact all local 

installer firms to reiterate at800’s existence and role.    

Research update 

2.13 The Outbound Call Questionnaire seeks feedback on the experience of viewers who 

have received an installer visit; the results are shared as part of the regular installer 

assessments to improve performance and service. To date 4800 viewers (2/3 of 

those who have had a visit) have responded and improvements have been made.  For 

instance, installers now ensure their identification badges are clearly visible when 

making visits. 



 

2.14 The first stage of the 4G Insight project to build an understanding of pre and post 

levels of DTT reception signals in a Channel 60 area has begun with testing ahead of 

planned mast activations in specific sample sites selected for their location, local 

geography and distance from a transmitter.  The sites will be retested once the mast 

has gone live.   

2.15 at800 have begun the removal of some data loggers from households as the 6 

month contract is due to end shortly.  Early datasets have already been shared with 

the Coexistence Technical Working Group, a sub-group of the Technical Group of the 

Board, whose membership is comprised of technical experts from at800 and the 

broadcaster community including the Board Technical Advisor, Andrew Dumbreck.  

Collaborative data analysis will take place over the coming months.  

2.16 As an extension of the 4G Insight work into Channel 60 areas, data loggers will also 

be installed in households in the same test location.  Five households have been 

identified so far as at800 re-use social media campaigns to seek volunteers.  

2.17 Due to the commercial sensitivity of the Channel 60 test sites, at800 are unable to 

share their results with the Coexistence Technical Working Group until approval to 

do so has been given by their shareholders.  at800 assured the Board that data will 

be provided as soon as permissions were approved.  

(Secretary’s note: Although the site location is still commercially confidential, the 

licensee has since the meeting approved the location being revealed where necessary 

to members of the Coexistence Technical Working Group and Broadcaster 

representatives of this Board.) 

 Trial of new operating model 

2.18 Whilst there are no key issues to date with performance, I am concerned that due to 

the relatively low rate of mast activations to date during the trial period (which is 

not a reflection of the mobile operators intention to progress 4G roll-out or of 

at800’s ability to address resolution as required), it will not be possible to properly 

assess the success or otherwise of the new operating model by the conclusion of the 

current trial period at the end of July purely from a lack of available comparable 

data.   

2.19 As such, I will ask the Board to consider the legitimacy to extend the 6-month trial 

period, and appropriate length, beyond July 2014 at the June meeting. 

 



 

 

3. KPI report 

 

3.1 at800 reported failures against three KPI targets for April.  For KPIA, there was a 99% 

pass against the target of 100% service restoration within 10 working days where a 

household is a primary DTT user.  This was due to two breaches from a total of 199 

cases of confirmed 4G interference; one case took 12 working days from the initial 

call to final resolution and the other 13 working days.  Both cases highlighted 

modest internal operational issues which at800 have already addressed to avoid 

future occurrences.   

 

3.2  In sub KPIs A8 and A9, which relate to issuing filters reactively within 4 working 

days (94%) and 5 working days (99%) respectively, there were pass rates of 89.6% 

and 89.7%.  These failures were due to problems in the automated request 

procedures to dispatch reactive filters meaning that meaning that of 861 filters sent, 

110 exceeded the five working day maximum target.  Since the KPI report was 

issued, at800 reported at the meeting that it had introduced a permanent fix, 

supplemented with manual checks.  They are confident that the error will not recur.  

 

3.3 As per the agreement outlined when defining the trial regime and adherence to the 

KPIs, at800 are aware of the obligation for improvements by the next reporting 

month and have already implemented measures to address the operational issues.  

There is no requirement for the Board to recommend Operational Conditions at this 

stage, which would be disproportionate in the circumstances.   

 

3.4 In reference to Service Level Agreements in place during the trial, it is interesting to 

note for information only that of 439 households reporting interference that could 

potentially be 4G, 4.77% (20 households) were forecast to experience interference 

but were suppressed through the risk-based mailing approach and of 199 households 

identified as actually experiencing 4G interference in April, 12 (6%) were outside the 

mailed area. 

 

3.5 The Board confirmed that during the trial period, at800 are not obliged to provide 

dual KPI reporting.  However, they should continue to track performance against the 

original KPI and Operational Condition regime and alert the Board immediately if 

and when a breach occurs.   

 



 

 

4. Interference model 

 

4.1 at800 sought permission from the Board to replace the current interference model, 

Punch, with the model developed in collaboration with LS Telcom.  The new model 

has undergone numerous testing and cross-referencing exercises against Punch 

results to ensure correlation and alignment.  at800 expressed confidence on the 

resilience and reliability of the LS Telcom model.  Alongside operational benefits in 

the ability to vary parameters more easily and reducing time taken to run 

programmes, the new model has potential to improve the targeting of mailings. 

 

4.2 William Webb presented the endorsement on behalf of the Coexistence Technical 

Working Group.  Following analysis of results from the new model, the Group 

commissioned investigations into divergences and further to this corrected the new 

LS Telcom model in the propagation figures used for distances between 40 and 

100m from the base station.   Based on the subsequent results and from an 

engineering perspective, the Group recommended the Board approve the LS Telcom 

model.   

 

4.3 The Board unanimously agreed to accept LS Telcom in replacement of Punch, who 

also expressed an interest in future comparisons of the results of LS Telcom’s 

predictions against the reality of interference once masts have been activated.  

 

4.4 The Board recognised the collaborative work and progress undertaken by the 

Coexistence Technical Working Group and echoed the gratitude of at800 for their 

efforts in assisting with developing the LS Telcom model, resolving minor 

programming issues as they arose.  Marcus Buchan (DMSL) and Andrew Dumbreck 

were specifically praised for their efforts. 

 

5. AOB & Next Meeting 

 

5.1   The next meeting will be held at Ofcom on Wednesday 18 June.   

 

David Hendon 

Chair 

4G/TV Co-existence Oversight Board  


